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The reality of electronic banking services and their impact on achieving
customer satisfaction
((Case study on the Bank of the Republic Zintan branch))
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Department of Business Administration
University of Zintan -Faculty of accounting
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Abstract

The research aimed at assessing the impact of the adoption of electronic banking services in
the Bank of the Republic Zintan branch on customer satisfaction. The study used a quantitative
methodology on a sample (n=88) of customers, and revealed a statistically significant and
strong correlation between the use of electronic services and customer satisfaction. However,
the analyzes showed the existence of fundamental challenges, represented by low satisfaction
with ease of use due to registration difficulties and ambiguous interfaces, in addition to
dissatisfaction with the slowness of browsing the site and responding to inquiries, despite the
positive perception of the speed of completing transactions. The average customer satisfaction
reflected an assessment inclined towards dissatisfaction with a reservation on the
recommendation of services, indicating a gap between expectations and performance, weakness
in the speed of response and a discrepancy in customer opinions about ease of use. The research
recommended the need to develop the user experience of electronic interfaces, enhance
performance efficiency and responsiveness, expand the range of services, enhance trust and
security, address the challenges of Digital Culture, continuously measure customer experience,
invest in infrastructure, develop a comprehensive strategy for digital transformation and build
sustainable relationships with customers through digital channels to enhance their satisfaction
and achieve a competitive advantage.

Keywords: electronic services, commercial banks, customers, customer satisfaction, ease of
use, time saving, and speed of response.
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